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NVQ TRAINING PROGRAMMES

COMMUNICATIONSCOMMUNICATIONS



PROMOTE EFFECTIVE PROMOTE EFFECTIVE 
COMMUNICATIONS AND COMMUNICATIONS AND 

RELATIONSHIPS RELATIONSHIPS 



DEVELOP RELATIONSHIPS WITH DEVELOP RELATIONSHIPS WITH 
PEOPLE PEOPLE 

WHICH VALUE THEM AS WHICH VALUE THEM AS 
INDIVIDUALSINDIVIDUALS



Always treat anyone in a manner Always treat anyone in a manner 
that you would wish to be treated, that you would wish to be treated, 
with privacy, dignity and respect. with privacy, dignity and respect. 

Always use an appropriate gesture, Always use an appropriate gesture, 
manner or language (including manner or language (including 
sign language or Braille where sign language or Braille where 

relevant) to aid communication. relevant) to aid communication. 



Where appropriate, modify Where appropriate, modify 
communication style and tone to communication style and tone to 

appear at an equivalent or appear at an equivalent or 
appropriate level in the appropriate level in the 

communication to enhance communication to enhance 
understanding.understanding.



When taking into consideration of an When taking into consideration of an 
individuals abilities to contemplate, individuals abilities to contemplate, 

understand and / or comprehend, be understand and / or comprehend, be 
aware of any specific reasons aware of any specific reasons 

including ethnic and social including ethnic and social 
background, culture, life experience background, culture, life experience 

and communication preferences, (e.g. and communication preferences, (e.g. 
titletitle--Mr or Sir, modeMr or Sir, mode--direct contact, direct contact, 

telephone, letter, email, other telephone, letter, email, other ––
through intermediaries, similar age).through intermediaries, similar age).



Communications should be current, Communications should be current, 
complete, accurate and relevant to complete, accurate and relevant to 
the issues discussed and feed back the issues discussed and feed back 

should be valid to the area of should be valid to the area of 
discussion. Where relevant, written discussion. Where relevant, written 

signed and dated minutes or signed and dated minutes or 
statements will be needed to statements will be needed to 

confirm the discussion/s.confirm the discussion/s.



Have an appropriate setting. Have an appropriate setting. 
Lighting, bright or dim, natural or Lighting, bright or dim, natural or 

artificial, effective room artificial, effective room 
temperatures. No distractions, temperatures. No distractions, 

radio, computer, people walking radio, computer, people walking 
by, untoward interventions, by, untoward interventions, 

telephone calls. telephone calls. 



Where equipment is used, ensure Where equipment is used, ensure 
it is working properly, such as it is working properly, such as 
overhead projector, computer overhead projector, computer 

software, demonstration software, demonstration 
equipment.equipment.



Knowledge of the individuals Knowledge of the individuals 
previous and current behaviour previous and current behaviour 

may help interactive may help interactive 
discussion between individuals. discussion between individuals. 



This should lead to a proThis should lead to a pro--active active 
situation enabling different situation enabling different 

solutions to be decided which are solutions to be decided which are 
not necessarily totally correct, but not necessarily totally correct, but 
it may be suitable for the present, it may be suitable for the present, 
allowing for a change of heart or allowing for a change of heart or 

direction at a later time.direction at a later time.



Make the environment appropriate Make the environment appropriate 
for communication, a quiet large or for communication, a quiet large or 

small room, close contact or small room, close contact or 
distance, casual or formal seating distance, casual or formal seating 

and or clothing.and or clothing.



Where behaviour goes beyond Where behaviour goes beyond 
reasonable conduct, the individual reasonable conduct, the individual 

is advised that their is advised that their 
conduct is unacceptable, and if it is conduct is unacceptable, and if it is 
not curtailed, then actions will be not curtailed, then actions will be 

taken to ensure that the behaviour taken to ensure that the behaviour 
is brought into line with the Homes is brought into line with the Homes 
policies and procedures and where policies and procedures and where 

relevant, legal action.relevant, legal action.



Feedback, review and evaluation Feedback, review and evaluation 
are systems used to look back over are systems used to look back over 

what has been what has been 
communicated to see if it has had communicated to see if it has had 

value and use. value and use. 



Where communications do not Where communications do not 
improve or prevent deterioration, improve or prevent deterioration, 
others of a more senior level may others of a more senior level may 

be asked to intervene. Any be asked to intervene. Any 
recording of the communication recording of the communication 
should be signed by either all should be signed by either all 
parties or by the person with parties or by the person with 

authority to write on behalf of the authority to write on behalf of the 
Home.Home.



Where possible and appropriate, 
agreed solutions to diminish 

unacceptable behaviour should be 
sought. Agreement should be 

achieved without harsh or punitive 
actions in the first instance and 

where appropriate, any agreement 
should be part of the care plan, 
written up in that plan to reflect 

the agreed outcome. 



There may also be a specific 
contract signed by all relevant 
parties, a letter from the Home 
stating the situation and / or 

requirement, or a written letter 
from the individual, outlining any 
agreed changes in their behaviour



ESTABLISH AND MAINTAIN ESTABLISH AND MAINTAIN 
EFFECTIVE COMMUNICATION EFFECTIVE COMMUNICATION 

WITH PEOPLEWITH PEOPLE



The Home is a place of care from The Home is a place of care from 
which good communications are which good communications are 
imperative for good care.  Each imperative for good care.  Each 

employee contributes to a employee contributes to a 
therapeutic environment and it is therapeutic environment and it is 
essential that they understand the essential that they understand the 

importance of good importance of good 
communications. communications. 



Communications should be at a Communications should be at a 
pace and level that enables a pace and level that enables a 

variety of individuals, (i.e. clients, variety of individuals, (i.e. clients, 
employees and others) to employees and others) to 

understand, comprehend and or / understand, comprehend and or / 
act on the information being given.act on the information being given.



The style, delivery and the tone The style, delivery and the tone 
(this includes inflexion and gravity) (this includes inflexion and gravity) 

should be reflective of the should be reflective of the 
situation. Any discussion must be situation. Any discussion must be 
in an appropriate place, especially in an appropriate place, especially 
if confidential information is being if confidential information is being 

discussed.discussed.



The spatial distance and position The spatial distance and position 
between individuals should reflect between individuals should reflect 

the need and situation. Any the need and situation. Any 
abilities and / or disabilities of abilities and / or disabilities of 
individuals must be taken into individuals must be taken into 

account.account.



When the communication, When the communication, 
(including personal feelings) is of (including personal feelings) is of 

an antian anti--social or negative impact to social or negative impact to 
the individuals or others health and the individuals or others health and 

welfare, the carer should take welfare, the carer should take 
actions to prevent harm to actions to prevent harm to 

individuals and the effects on individuals and the effects on 
others.others.



Obstacles to effective Obstacles to effective 
communication should be communication should be 

minimised or removed, as far as minimised or removed, as far as 
can be possible. can be possible. 



Where a change or changes are Where a change or changes are 
felt to be a requirement or a need, felt to be a requirement or a need, 
the appropriate person (through the appropriate person (through 

seniority or qualification) should be seniority or qualification) should be 
contacted either by formal or contacted either by formal or 
informal personal discussions, informal personal discussions, 
written requests or as part of a written requests or as part of a 

group meeting.group meeting.



The process is dealt with in an The process is dealt with in an 
appropriate manner without giving appropriate manner without giving 
off negative or defamatory verbal off negative or defamatory verbal 

or nonor non--verbal language, which may verbal language, which may 
cause the undermining of an cause the undermining of an 

individual. Under no circumstance individual. Under no circumstance 
should bad language be used.should bad language be used.



Communications should be current, Communications should be current, 
complete, accurate and relevant to complete, accurate and relevant to 
the issues discussed and feed back the issues discussed and feed back 

should be valid to the area of should be valid to the area of 
discussion. Where relevant, written discussion. Where relevant, written 

signed and dated minutes or signed and dated minutes or 
statements will be needed to statements will be needed to 

confirm the discussion/s.confirm the discussion/s.



Communication is enhanced where Communication is enhanced where 
appropriate by agreeing, appropriate by agreeing, 

disagreeing, nodding of the head, disagreeing, nodding of the head, 
eye contact, posture, and hand eye contact, posture, and hand 

gestures. It can also be enhanced gestures. It can also be enhanced 
by signs, symbols, and pictures, by signs, symbols, and pictures, 

images, actual objects and written images, actual objects and written 
statements. statements. 



It is devalued by no expression, It is devalued by no expression, 
looking away, interrupting, looking away, interrupting, 

diminishing and undermining what diminishing and undermining what 
is said, ignoring points and looking is said, ignoring points and looking 

bored. bored. 



Ensure through dialogue, and Ensure through dialogue, and 
questioning any statement that questioning any statement that 

may or may not be fact, try simple may or may not be fact, try simple 
questions and answers and more questions and answers and more 

complex, in depth technical complex, in depth technical 
questions and answers where questions and answers where 

appropriate. appropriate. 



Analyse whether a statement is Analyse whether a statement is 
factual and accurate in order to factual and accurate in order to 
come to a successful conclusion. come to a successful conclusion. 

Get further opinions where Get further opinions where 
relevant and appropriate.relevant and appropriate.



Consideration should be given to Consideration should be given to 
personal, psychological, financial, personal, psychological, financial, 

spiritual, social and / or spiritual, social and / or 
environment factors associated environment factors associated 

with any situation. with any situation. 



Individual personal belief systems, Individual personal belief systems, 
manner of expression and manner of expression and 

personal preferences should be personal preferences should be 
accepted when not conflicting accepted when not conflicting 

with the organisational policy of with the organisational policy of 
the Home and not contrary to the Home and not contrary to 

law.law.



Knowledge of the individuals Knowledge of the individuals 
previous and current behaviour previous and current behaviour 

may help interactive may help interactive 
discussion between individuals.discussion between individuals.



This should lead to a proThis should lead to a pro--active active 
situation enabling different situation enabling different 

solutions to be decided which are solutions to be decided which are 
not necessarily totally correct, but not necessarily totally correct, but 
it may be suitable for the present, it may be suitable for the present, 
allowing for a change of heart or allowing for a change of heart or 

direction at a later time.direction at a later time.



Where there are issues to be Where there are issues to be 
resolved, or when a carer or resolved, or when a carer or 

manager feels a need, the carer manager feels a need, the carer 
should write a reflective account of should write a reflective account of 

their actions, in order to their actions, in order to 
understand themselves and the understand themselves and the 

dynamics of the situation. dynamics of the situation. 



Where a situation appears Where a situation appears 
insoluble, disciplinary action and insoluble, disciplinary action and 
/or outside arbiters may be called /or outside arbiters may be called 

to resolve any conflict.to resolve any conflict.



Assistance may be requested by or 
required for the carer. It may be 

that a situation was led by a carer, 
but at a point is taken over, either 
by request or by need for a more 

appropriate person. 



In any situation, professional 
relationships should prevail and 
both parties should be aware of 
the reasons for a change of tact.



There are times when a carer may 
feel that it was unfair or 

demeaning for others to take over 
the managing role. It is then 

important after the situation has 
stabilised to counsel the carer, so 
they understand the necessary 

process that lead to them taking a 
lesser role.



COMMUNICATION WITH COMMUNICATION WITH 
INDIVIDUALS WHERE THERE ARE INDIVIDUALS WHERE THERE ARE 
COMMUNICATION DIFFERENCESCOMMUNICATION DIFFERENCES



DETERMINE THE NATURE AND DETERMINE THE NATURE AND 
SCOPE OF COMMUNICATION SCOPE OF COMMUNICATION 

DIFFERENCESDIFFERENCES



When a disagreement happens, or When a disagreement happens, or 
when an individual feels harmed or when an individual feels harmed or 
upset, a complaintupset, a complaint’’s  form is raised s  form is raised 
with the complaint raised, signed with the complaint raised, signed 

and dated. The complaintand dated. The complaint’’s s 
procedure is located in the Home procedure is located in the Home 



Following a complaint, the Person Following a complaint, the Person 
in Charge or their nominated in Charge or their nominated 

deputy instigates an deputy instigates an 
investigation and takes statements investigation and takes statements 

from those involved. from those involved. 



Where an issue is urgent, then   Where an issue is urgent, then   
statements may have to be taken statements may have to be taken 
when an employee is off duty, or when an employee is off duty, or 
when on night duty, contact them when on night duty, contact them 

by day.by day.



When the complaint has been When the complaint has been 
investigated and the complainant investigated and the complainant 

signs to state they are  signs to state they are  
happy that the problem has been happy that the problem has been 

resolved.resolved.



Where they are dissatisfied then Where they are dissatisfied then 
they can sign to state they are they can sign to state they are 

dissatisfied. dissatisfied. 



The Complaints procedure advises The Complaints procedure advises 
on names, telephone numbers on names, telephone numbers 

and addresses that can be and addresses that can be 
contacted if they wish to take it contacted if they wish to take it 

furtherfurther



All Complaints forms and other All Complaints forms and other 
statements will be fully completed, statements will be fully completed, 
accurate signed and dated in each accurate signed and dated in each 

case.case.



The letter from the Person in The letter from the Person in 
Charge to the Complainant should Charge to the Complainant should 

have a statement to say all the have a statement to say all the 
evidence has been investigated evidence has been investigated 
and the conclusion reached is a and the conclusion reached is a 

result of that evidenceresult of that evidence



Where possible, ways of making Where possible, ways of making 
communications to prevent future communications to prevent future 
complaints should be agreed by complaints should be agreed by 

the parties involved.the parties involved.



CONTRIBUTE TO EFFECTIVE CONTRIBUTE TO EFFECTIVE 
COMMUNICATION WHEN THERE COMMUNICATION WHEN THERE 

ARE COMMUNICATION ARE COMMUNICATION 
DIFFERENCESDIFFERENCES



All people, whether with all All people, whether with all 
faculties, minor or severe faculties, minor or severe 

disabilities, ethnic, religious,  disabilities, ethnic, religious,  
cultural, social and / or cultural, social and / or 

psychological deficits are equal psychological deficits are equal 
under law and respect must be under law and respect must be 
paid to them as individuals, with paid to them as individuals, with 

their beliefs and preferences being their beliefs and preferences being 
accepted within law.accepted within law.



It is important when 
communicating with individuals 

that it is at a level pace and 
understanding that ensures the 

message is understood, and 
terminology is used 

appropriately to aid that 
understanding



Where there are specific Where there are specific 
confidential matters, the confidential matters, the 

communication should be in communication should be in 
private, private, 

with only those who need to be with only those who need to be 
involved being so, and the room involved being so, and the room 
and seating be appropriate to the and seating be appropriate to the 

setting.setting.



When using equipment to aid 
communication, it is essential that 
the equipment is tested to ensure ensure 
the message is relayed effectively, the message is relayed effectively, 
i.e. an overhead projector is of no i.e. an overhead projector is of no 
value if the internal light source is value if the internal light source is 

not working.not working.



Communication is aided when 
diverse elements are included, 

such as position, facial 
expression, tone of voice, empathy expression, tone of voice, empathy 

and body language is used. and body language is used. 



Communication in the Home is 
relayed through Handover 

meetings, Management  Meetings, 
Employee Meetings, ad hoc 

meetings plus written Policies and 
Procedures.



When there is a communication, a 
response must be made that 
ensures that an appropriate 

answer or indication of a decision answer or indication of a decision 
will be made. will be made. 



All Care Plans, Accident Reports, 
Violent Incidents and Handover 

forms are signed by the 
appropriate person to prove the appropriate person to prove the 
accuracy of the account of what accuracy of the account of what 

has happened or what is to has happened or what is to 
happen.happen.



NVQ’s are training programmes 
that communicate good practice 

and are supervised 
through communication between through communication between 

the candidate and the assessor. As the candidate and the assessor. As 
it is ongoing it is  monitored by all it is ongoing it is  monitored by all 

those involved, including the those involved, including the 
external verifier.external verifier.



Where there is a disagreement 
between the NVQ candidate and 

the assessor, the appeals 
procedure allows another allocated 

person to judge whether the 
assessor’s decision is right or right or 

wrong.wrong.



All recording of NVQ’s are 
accurate, legible and complete, 

signed by both the NVQ 
candidate and the assessor.


